A good letter is pleasant and human. It sounds as
if it was written by a human being to a human being.
Except for very formal occasions, your letter should
achieve a conversational tone.

Use "we” and “you" and other personal references.
They aid understanding and have a friendly sound.

4goid using the language of regulations, which were
ammWama for legal purposes. You should master the
mcwmmﬁ matter and be able to explain it in your own
wos.

Bp complete.  Your letter should cover everything
nrmmmm pertinent to the inquiry. A second inquiry
?om the same person asking for more information, or
wmrmm for an explanation of your first letter, in most
casé shows that you didn't do your job satisfactorily.
I@:Dm that second inquiry costs money, too.

mémnm of gobbledygook. Use the familiar word
Emm& of the $50 word. Technical words and
ph@yes should be saved for a technical audience—if
Emm are no substitutes, use them and then define them.

mme the sentences and the paragraphs short.  But
don't forget that short sentences can be overdone—a
mmn@ of simple sentences makes for a choppy effect,
SO WQ the structure of your sentences.

Bon't make abstractions the heroes of sentences.
Magy Government writers tend to express themselves
in terms of ideas and abstractions instcad of in terms
of @ow_m and things. This bad habit is onc of the
hal®harks of gobbledygook, of governmentese. If
v\oﬁ&dmp? “Employers refuse to hire older workers,”
dorfy write: "Refusal of employment of older work-
ersteontinues.””  What you would be doing is substi-
Eﬁﬁm “refusal” (an abstraction) for "
Smnv.mmow_nv as the subject of the sentence.

~—

ww.koH the active voice over the passive.  “"We re-

ceiggd your letter” is superior to "Your letter was re-

employers™ (liv-

ceived.”  Reading a series of passive constructions is
like driving to the grocery store in reverse gear—you
get there eventually but it takes unnecessary time and
cffort.

Don't delay in getting to the point.  There is no
need for a long windup or for referring at length to

the letter you are answering. A private citizen
doesn't write so many letters to your agency that he
wouldn’t remember what he asked.

Ouwur Customers

As our customers, the American people deserve and
should get the best service we can possibly provide.

If we, as private citizens, do not get service to our
liking when we patronize a certain store, we can take
our trade elsewhere.
do business with a Government agency, which in effect

People can't do this when they

has a monopoly on certain information or services.
So Government employees have a special obligation to
try to serve their customers.

We need to develop a special spirit of public service,
to give that "extra measure” that makes for more than
merely satisfactory service.

A wise man once said: "I am only one, but still I
am one. I cannot do everything, but still T can do
something.  And because I cannot do everything T will
not refuse to do the something that T can deo.”

These words embody the spirit of public service for
If each of us took them as
our own words to work by, we would overnight achieve
the improved public scrvice which the President seeks
and to which the American people are entitled.

which we should strive.
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N

o

Wherever they work and whatever they do, all mnm.m

eral employees have one thing in 83597;?9&5&
service to the public. 3]

From cletk to Cabinet officer, laborer to skilled::
craftsman, messenger to manager-—each Governmen@

3:C

employee has been hired to serve the American ﬂmoznm

“None of us must ever forget that all of us are ser =t
vants of the people,” President Johnson has suid.  HQ
has also stated that “Government has a responsibility tog

0

its citizens to administer their business with dispatch,

eas

enthusiasm, and effectiveness.”  And he has called o

el

each of us to participate in a continuing campaign X
. . —~ . |
improve the service Government gives to the people.o

dF

“The task of Government is to serve the public!

he declared. "'Tt has been my deep and continuing®

7
concern to assure that each American receives from Em
Government the fastest, most efficient, and most QE?W
teous service.  As our society grows morc complex andeC
our population expands, we must explore every path
in our quest to provide the best possible service for our

individual citizens.”
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In response to the President’s call, every Federal
agency has begun a search for ways to improve its
service to the public. Many improvements have al-
ready been made, and many more are planned—more
convenient hours of service, faster and more respon-
sive replies to letters, one-stop service centers, better
mmumoﬂ:uu:,o: directories in public buildings, etc.

Wmcnr improvements are important, but the success
nmn?m President's program really rests on the respon-
Reness of individual employees in their day-to-day
A@nw[woé well and how willingly each of us serves
n% people. It is not only what we do; equally im-

Brtant is the way in which we serve the public.
14

%>3 we always courteous and cooperative when we
@o?m visitors to our offices? Are we cheerful and
&lendly when we answer the telephone? Do we show
nuw:.: of helpfulness in trying to solve problems pre-
vW:&.V Do we give complaints fair and openminded
dnsideration?  Are we always accurate in providing
swers to questions?  Are our letters really respon-
mm.wmv written clearly and concisely? Answers to such

estions can serve as measures of how ably we serve

v:_u:n.

mOm course, not all of us come in direct contact with
@ public. But what we do still affects people and
mm...c:. opinion of us, our agencies, and the Federal
m%&nm. Even if we “only push papers,” the papers
pobably concern some person or persons. A widow
‘%E:m for us to process her first benefit check. A
_.%m?gzwma veteran concerned about the results of a
Mboratory test. A soldier in Vietnam looking for a
_.m:wn from home. A student wanting to know about
mW;Lov\Be:n opportunities in our agency. A business-
mmn needing some statistics before making a major
,Mdmmo:. A contractor seeking clarification on an
order before starting production.  You can add appro-
priate illustrations at your own worksite.

Just pushing papers? No—rverving people. No
matter what we do or how far removed we may be

from the customer, all of us arc in the business of pro-
viding service to the American people.

In recent years there has been considerable discus-
sion of the “image” of the Federal service. Probably
the most important among many factors affecting pub-
lic opinion about us and our agencies is the experi-
ence people have in their contacts with civil servants.
To the citizen we individually serve, we are the Gov-
ernment.  If we give him fair, courteous, and efficient
service, he is likely to form favorable opinions about
us. If not, he is likely to picture all civil servants as
inefficient and indifferent. In this way each of us can
have an important impact on public opinion and the
image of Government service.

Here are some helpful hints for providing better
service to the public—face to face, by telephone, and
by letter:

Face to Face

Courtesy is the frst rule. In interviewing we
should always keep in mind that our job is to be pa-
tient and pleasant, no matter how trying the situation
or circumstances may be.

If your visitor is critical, emotional, or impolite,
don't copy or reflect his attitude or behavior. Don't
argue. Don't contradict.  Be tactful.

Be a good listener and show a genuine interest in
your visitor’s problems. Cultivate a friendly smile
and a relaxed manner. Courtesy shows in tone of
voice, body position, choice of words, and alert and
responsive mannet.

Acknowledge the presence of a visitor promptly. If
you can't start talking to him immediately, tell him
that you will be with him in a few minutes. Keeping
a visitor waiting for recognition or shuffling papers
whilc he waits for your attention never fails to irritate
him.

Telephone Inquiries

Telephones should be manned at all times ac:.ﬂm
working hours. When the telephone rings, pick ¢§
the receiver promptly even though it means interruf$
ing another conversation. Identify your office 2§
yourself. b

If the caller asks to speak to a person in the ofifg
who is not immediately available, offer to take a nd
sage or to ask the person to return the call.  If womm
ble, indicate how soon he may expect the nm%
Depending upon circumstances, you could offer yofg
assistance or suggest that someone else in the offR
might be able to handle the inquiry. N

Some calls will come to your office in error, and ﬁw
problem is how to get them to the proper person. o
you know the particular office that has the informatiofk
it is a simple matter to transfer the call or give ti

caller the correct telephone extension. %
But if you are not sure, absolutely sure, tell him thg
you will find out and call him back. 4
At one time or another most of us have had Hm.,

experience of picking up the phone and hearing®™
voice say, “This is the fifth time I have been trarndy
ferred, and I'm tired of getting the runaround!” THH
is a tough one to field. It never should have rm_uvmzm
in the first place, but now it is up to you to pick up t

pieces. Make apology, und offer to help.  Accept ,_%m
query, whatever it is, and handle it to the end. Mm.‘
doing this you will go a long way toward erasing ~Wn
original bad impression.

Appr

Effective Writing

Great writers may be born not made, but almost
anyone can learn to write good, understandable prose.
It takes clear thinking, mastery of the subject matter,
and hard work--but the results are well worth the
effort.




